ABSTRACT
INTRODUCTION
Banking sector in India is sound, adequately capitalized and well-regulated. It has always been one of the most preferred destinations for employment. In this decade, this sector has emerged as a sunrise sector in Indian economy. A large number of people are engaged with this sector from staff to executive level to operate the whole system .The major challenge to this sector at present is to ensure expected quality of service that the customer wishes.
Factor analysis is one of the very useful techniques to summarize a large amount of data in a manageable way. Factor analysis attempts to identify underlying variables, or factors, that explain the pattern of correlations within a set of observed variables. Factor analysis is often used in data reduction to identify a small number of factors that explain most of the variance observed in a much larger number of manifest variables. It may used to define a relationship among sets of many interrelated variables to be examined and represented in terms of a few underlying factors. This technique is applicable to identify the underlying dimensions or factors that explain the correlations among a set of variables. Factor analysis can be employed to determine the brand attributes that influence customer choice. In the current study this technique is used to determine the factors that influence the quality of banking service. The overall banking service is interdependent on the service attributes. The quality of those service attributes dominates the satisfaction of overall service of customer and this relationship can be depicted through a linear model stating overall satisfaction as dependent and others service attributes as independent variable.
Analytic hierarchy process (AHP) is a structured technique for organizing and analyzing complex decisions .It is a multi-criteria decision making (MCDM) technique proposed by Saaty. It is a theory of measurement through pair wise comparisons and relies on the judgments of experts to derive priority scales. It is the scale that measure intangibles in relative terms. The comparisons are made using a scale of absolute judgments that represents, how much more one element dominates another with respect to a given attribute. The judgments may be inconsistent, how to measure inconsistency and improve the judgments, when possible to obtain better consistency is a concern of the AHP. The derived priority scales are synthesized by multiplying them by the priority of their parent nodes and adding for all such nodes.
Technique for Order Preference by Similarity to Ideal Solution (TOPSIS) was set forth by Hwang and Lin (1987) . In this technique, "n" different alternatives are evaluated by "m" different attributes, the attributes being common to all the alternatives. The method belongs to MCDM (Multiple Criteria Decision Making) group of methods and identifies solutions from a finite set of alternatives based upon simultaneous minimization of distance from an ideal point and maximization of distance from a negative ideal point. Hence ranking of different alternatives can be done with the help of TOPSIS methodology.
METHODOLOGY

Factor analysis
Factor analysis is carried out with a view to reduce the list of customer attributes. The data received from the questionnaire survey was carried out using statistical package for social sciences (SPSS) version 16.0. The factor analysis begins with the correlation matrix, in which the inter-correlations between the studied variables (customer attributes) are presented. The sample adequacy for the response data is examined through KMO and Bartlett's tests. Communalities are determined and rotated component matrix is prepared. Scree plot is obtained for the data to identify the appropriate factors. Factors obtained through factor analysis are grouped and AHP methodology is employed to find out the weights.
Analytical hierarchy process
Step 1: Establishment of pair-wise comparison matrix Setup the pair-wise comparison matrix of order n n × consists of n elements (requirements) in the rows and columns whose priorities are to be determined.
Step 2: Perform pair-wise comparisons of all the elements. Step 3: Estimation of the Eigen values of the matrix In this method, first sum the values in each column of the pair-wise comparison matrix and then divide each element in a column by the sum of its respective column. The resultant matrix is termed as the normalized pair-wise comparison matrix. Finally sum the elements in each row of the normalized pair-wise comparison matrix and divide the sum with the number of elements. The result of this computation is referred to as the priority matrix and is an estimation of the Eigen values of the matrix.
Step 4: Checking the consistency of pair-wise judgments Requirement i has a slighter higher value than j 5 Requirement i has a strongly higher value than j 7 Requirement i has a very strongly higher value than j 9
Requirement i has an absolute higher value than j 2, 4, 6, 8 These In the present work, AHP is integrated with Factor analysis and TOPSIS to determine the priority structure of customers' service quality attributes and ranking of different banks.
Technique for order preference similarity to ideal solution (TOPSIS)
Step-1: Construct normalized decision matrix by using the formula,
Step-2: Construct the weighted normalized decision matrix. Multiply each column of the normalized decision matrix by its associated weight. An element of the new matrix is:
v ij = w j * r ij
Step-3: Now determine the positive ideal and negative ideal solutions using,
Step-4: Calculate the separation measures for each alternative. The separation from the ideal alternative is:
Similarly, the separation from the negative ideal alternative is:
Step-5: Calculate the relative closeness to the ideal solution C i * and the corresponding ranks of different Branches:
CASE STUDY
Questionnaire survey
In view of demonstrating methodology, a case study has been undertaken in 4 branches of State Bank of India, Visakhapatnam. After several discussions made with the experts in the quality service, a questionnaire was developed on the expectations of the customers from 5 dimensions of service quality namely Reliability, Responsiveness, Assurance, Empathy and Tangibles. The questionnaire was administrated to 150 customers in each branch (Hair et al.,1995) . After receiving their comments, the questionnaire on customer attributes was revised and finalized. The respondents were asked to indicate the degree of importance of the customer attributes (variables from Q1 to Q30) in terms of a five -point Likert scale(1-Low,2-Average,3-Good,4-VeryGood,5-Excellent). To make the study broader, respondents with age greater than 18 years familiar with the use of all modern technologies were chosen. Customers who don't have time or not willing are omitted. People who come to bank on behalf of actual customers are omitted from the study. A total of 624 responses were received from the respondents and in which 46 responses are invalid as the respondents filled the questionnaires not properly. However, 578 responses were considered to carry out the factor analysis. The sample questionnaire is presented below: Table 3 .Sample questionnaire
Performing Factor Analysis
Factor analysis is carried out with a view to reduce the list of customer attributes. Kaiser-Meyer Olkin measure of sampling adequacy (KMO) and Bartlett's test of Sphericity were used to examine the appropriateness of the factor analysis. In this work, the factor analysis of the data received from the questionnaire survey was carried out using statistical package for social sciences (SPSS) version 16.0. The Bartlett's test produces a χ 2 of 3625 with a significance level of 0.000, which shows that the sample taken from the total population under study is adequate. The KMO test produces a measure of 0.627, which further confirms that the adequacy of the sample. The test results are shown in the table 4. The results obtained from the Bartlett's test and KMO test also indicate the suitability of the application of the factor analysis. Hence factor analysis is considered as an appropriate technique for further analysis of the data. A Scree Plot is a simple line segment plot that shows the fraction of total variance in the data as explained. A Scree plot is shown in figure 1 which indicates the Eigen values against the number of factors in order of extraction. The consistency index (CI) and consistency ratio (CR) are calculated using the procedure the step 4 of the section 2.2 and the computations are given as follows. 
Analytic hierarchy process (Quality dimensions)
Branch -I
The brainstorming sessions conducted with the the pair-wise comparison matrix of different service quality dimensions with respect to Branches. The pair-wise comparison matrices of the service quality dimension of respectiv shown in Table 12   Table 12 .Pair-wise comparison matrix of different service quality dimensions (CI) and consistency ratio (CR) are calculated using the procedure the step 4 of the section 2.2 and the computations are given as follows. 
TECHNIQUE FOR ORDER PREFERENCE SIMILARITY TO IDEAL SOLUTION (TOPSIS)
Construct normalized decision matrix by using the formula, Similarly, the separation from the negative ideal alternative is: 
RESULTS AND DISCUSSION
Quality service is essential to gain competitive advantage in the market place also it helps to sustain customer's confidence. Profit strategy is always linked with excellent services as it results in more business with existing and new customers. The focus of this research is to identify the ways through which banks can improve the quality of their services and extend to which the quality affects the satisfaction level of customers. It was analyzed that the quality of service and customer satisfaction both are crucial factors for success in the business world.
The results from the study show the Ranking of different Branches with respect to different attributes. The satisfaction model will be helpful to determine the overall satisfaction of the banking sector service quality which provides the guidelines in further assessment, betterment and improvement process. Finally, this work introduces an approach that integrates AHP and TOPSIS algorithm to support Banking evaluation decisions.
